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Abstract 
Assessing the performance of the service is challenging, since the character of the 
service is unique, making it difficult to produce and measure, but the importance of 
service development in any sector is critical. Hence, this study assesses aspects related 
to conceptualisations and measurement models on service excellence performance in 
higher education perspectives. In providing the world's leading high-quality 
educational hub, the Malaysian higher education sector must balance academic and 
non-academic performance. This thesis therefore analysed the drivers of the 
performance of service excellence to be implemented at Malaysian public universities 
within non-academic units/departments. The goal of this study is to fill the knowledge 
gaps in the implementation of the service excellence performance at Malaysian Public 
Universities. This research therefore proposed and analysed the service excellence 
performance model underpinned by the Resources Advantage (R-A) Theory. This study 
proposed Managerial Competency, Productive Service Employee and Technology 
Innovation as the Service Excellence Drivers with Internal Marketing served as the 
intervening variable towards Service Excellence Performance as the dependent 
variable. The study involved two groups of respondents with a total of 490 
administrators /managers and internal clients at the non-academic units/departments of 
nineteen Malaysian public universities. This study employed quantitative approach 
with closed-ended questionnaires. The results indicated that the productive service 
employee contributed greatly to the performance of service excellence in the non­ 
academic departments in the Malaysian public universities. The results of the study 
contributed theoretically, methodologically and practically to the implementation of the 
service excellence performance to literature, practitioners at Malaysian public 
universities, the Malaysian higher education industry and future researchers in a related 
field of study. 
Keywords: service excellence, managerial competency, productive service 
employee, technology innovation, internal marketing. 
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Abstrak 
Dalam menilai prestasi sesebuah perkhidmatan adalah sesuatu yang mencabar, kerana 
sifat perkhidmatan itu sendiri yang unik, sehingga ianya sukar untuk dihasilkan atau 
diukur, tetapi kepentingan perkhidmatan di mana-mana sektor telah menjadi sangat 
penting. Oleh yang demikian, kajian ini menilai aspek yang berkaitan dengan konsep 
dan model pengukuran terhadap prestasi kecemerlangan perkhidmatan dalam 
perspektif pendidikan tinggi. Dalam menyediakan hab pendidikan berkualiti tinggi 
yang terkemuka di dunia, sektor pendidikan tinggi Malaysia haruslah mengimbangi 
prestasi akademik dan bukan akademik. Oleh itu, tesis ini menganalisa faktor 
pendorong kepada prestasi kecemerlangan perkhidmatan untuk dilaksanakan di 
unit/jabatan bukan akademik di Universiti Awam Malaysia. Matlamat kajian ini adalah 
untuk mengisi jurang pengetahuan dalam pelaksanaan prestasi kecemerlangan 
perkhidmatan di Universiti Awam Malaysia. Oleh itu, penyelidikan ini mencadangkan 
dan menganalisa model prestasi kecemerlangan perkhidmatan yang dipandu oleh Teori 
Resources Advantage (R-A). Kajian ini mencadangkan kompetensi pengurus, pekerja 
perkhidmatan yang produktif dan inovasi teknologi sebagai pemacu kepada 
kecemerlangan perkhidmatan dengan pemasaran dalaman berfungsi sebagai pemboleh 
ubah interven ke arah perlaksanaan kecemerlangan perkhidmatan sebagai pemboleh 
ubah bersandar. Kajian ini melibatkan dua kumpulan responden dengan jumlah 490 
pentadbir/pengurus dan pelanggan dalaman di unit/jabatan bukan akademik dari 
sembilan belas universiti awam Malaysia. Kajian ini menggunakan pendekatan 
kuantitatif dengan soal selidik tertutup. Hasil kajian menunjukkan bahawa pekerja 
perkhidmatan yang produktif memberikan sumbangan terbesar terhadap prestasi 
kecemerlangan perkhidmatan di jabatan bukan akademik di Universiti Awam Malaysia. 
Hasil kajian menyumbang secara teori, metodologi dan praktikal terhadap pelaksanaan 
prestasi kecemerlangan perkhidmatan kepada kesarjanaan, perlaksana di Universiti 
A warn Malaysia, industri pendidikan tinggi Malaysia dan penyelidik masa depan dalam 
bidang pengajian yang seumparna, 
Kata kunci: kecemerlangan perkhidmatan, kopetensi pengurus, pekerja 
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1 Chapter One: An Overview 
This chapter presents an overview of this study which elaborates on the study 
background, the problems statement, the study's questions and objectives, the 
significance of the study, the scope of this study and the definition of key terms 
employed under this study. Finally, the chapter ends with this study structures. 
1.1 Background of the Study 
The importance of the Higher Education Industry (HEI) to every country in the world 
has been well articulated and justified as a significant pillar in growing the capacity of 
citizens to generate human capital as well as economic development (Muriuki, 2017; 
Reza, 2016). The HEI has been identified as a service sector that contributes to social 
welfare and community, creating a special invisible characteristic of service products 
that are very difficult to manage or market (Uncles, 2018; Berbegal-Mirabent & 
Ribeiro-Soriano, 2015; Sekaran & Bougie, 2013). In addition, higher education 
institutions ( HEis) have been regarded as a major service provider for a variety of 
stakeholders with a dynamic service mechanism (Ciancio, 2018). Precisely, 
'Educational services are characterised by a greater amount of interpersonal contact, 
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Appendix A: Questionnaire Set l 
Questionnaire Set l (Internal Client) 
The Service Excellence Performance of Non-academic Service at Unit/Department in 
Malaysian Public University. (Tahap Kecemerlangan Perkhidmatan Bukan Akademik di 
Unit/Bahagian di Universiti Awam Malaysia) 
The main purpose of this study is to measure the service excellence performance of 
non-academic service at unit/department in Malaysian public universities. Your honest 
commitment in providing honest feedback will produce a quality result. Therefore, it 
will help this study to come out with good suggestions in improving the service 
excellence performance of non-academic service at Malaysian public university. 
(Kajian ini adalah untuk mengukur tahap kecemerlangan perkhidmatan bukan akademik 
dikalangan unit/bahagian di universiti awam Malaysia. Kerjasama tuan/puan amat diperlukan 
dalam memberikan maklumbalas yang tepat untuk menzahirkan hasil kajian yang berkualiti. 
Semoga kajian ini akan dapat memberikan cadangan yang terbaik dalam usaha meningkatkan 
kecemerlangan perkhidmatan bukan akademik di universiti awam Malaysia.) 
This questionnaire comprises of 2 sections (part 1 &2), which will take approximately 
5 to 10 minutes to complete. Thank you for your kind cooperation. (Set soalan ini 
mengandungi 2 bahagian yang akan mengambil mas a lebih kurang 5 ke 10 minit untuk 
dilengkapkan. Segala kerjasama dan sumbangan yang diberikan didahulukan dengan 
ucapan terima kasih.) 
Research Team: 
Hasfizani Haji Ariffin (USM), 2. Sany Sanuri Mohd Mokhtar (UUM) & 3. Yusmani 
Mohd Yusoff(UUM) 
Acknowledgement: Special thanks to the Ministry of Education Malaysia for the 
financial assistance. 
(Note: This study is strictly confidentia[) 
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PART 1: RESPONDEN'Ji'S PROFILE 
This section seeks for general information of a respondent. Please tick (!) the 
appropriate response in the boxes provided. (Seksyen ini memerlukan maklumat ringkas 
mengenai responden soal selidik ini. Sila tandakan (/) bagi jawapan yang sesuai dalam 
kotak yang disediakan.) 
I .  Age (umur): 
2. Gender 
I Below 30 1 3 1 -40  1  141-50 I  Above 50 
I Male I Female I (jantina ): �e/aki) (perempuan) 
3. Internal client identity (ldentiti pelanggan dalaman): 
I Employee I 
(staff) 
I Student (pe/ajar) 




< 2 yrs (melebihi 2 tahun) 
> 2 yrs (melebihi 2 tahun) B 
5. Your educational level (tahap pendidikan): 
I Diploma I I Degree I I Master 
6. Have you heard about service excellence performance? (Adakah anda mengetahui tentang kecemerlangan perkhidmatan?) 
7. Do you feel that this unit/department has practiced the service excellence 
performance? (Adakah anda merasakan unit/bahagian ini mengamalkan 
kecemer/angan perkhidmatan ?) 




Appendix B: Questionnaire Set 2 
Questionnaire Set 2 (Administrator/Manager) 
The Service Excellence Performance of Non-academic Service at Unit/Department in 
Malaysian Public University. (Tahap Kecemerlangan Perkhidmatan Bukan Akademik di 
Unit/Bahagian di Universiti Awam Malaysia) 
The main purpose of this study is to measure the service excellence performance of 
non-academic service at unit/department in Malaysian public universities. Your honest 
commitment in providing honest feedback will produce a quality result. Therefore, it 
will help this study to come out with good suggestions in improving the service 
excellence performance of non-academic service at Malaysian public university. 
(Kajian ini adalah untuk mengukur tahap kecemerlangan perkhidmatan bukan akademik 
dikalangan unit/bahagian di universiti awam Malaysia. Kerjasama tuan/puan amat diperlukan 
dalam memberikan mak/umbalas yang tepat untuk menzahirkan hasil kajian yang berkualiti. 
Semoga kajian ini akan dapat memberikan cadangan yang terbaik dalam usaha meningkatkan 
kecemerlangan perkhidmatan bukan akademik di universiti awam Malaysia.) 
This questionnaire comprises of2 sections (part 1&2), which will take approximately 
7 to IO minutes to complete. Thank you for your kind cooperation. (Set soalan ini 
mengandungi 2 bahagian yang akan mengambil masa lebih kurang 7 ke 10 minit untuk 
dilengkapkan. Segala kerjasama dan sumbangan yang diberikan didahulukan dengan 
ucapan terima kasih.) 
Research Team: 
Hasfizani Haji Ariffin (USM), 2. Sany Sanuri Mohd Mokhtar (UUM) & 3. Yusmani 
Mohd Yusoff (UUM) 
Acknowledgement: Special thanks to the Ministry of Education Malaysia for the 
financial assistance. 
(Note: This study is strictly confidential) 
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PART 1: RESPONDENT'S PROFILE 
This section seeks for general information of a respondent. Please tick (/) the 
appropriate response in the boxes provided. (Seksyen ini memerlukan maklumat ringkas 
mengenai respond en soal selidik ini. Si/a tandakan (!) bagi jawapan yang sesuai dalam 
kotak yang disediakan.) 
I. Age (umur): I Below 30 1
31-40  
1  
1 4 1 -50  I  Above 50 
2. Gender (jantina): 
3. Year of service at public university (tahun berkhidmat di universiti awam): 
a. < 5 yrs (kurang dari 5 thn) 
b. 5 to 10 yrs (5 hingga JO thn) 
c. > IO yrs (melebihi IO thn) 
I Diploma I I Degree I I Master 
4. Your educational level (tahap pendidikan): 
5. Did your unit/department has practiced the service excellence performance? 
(Adakah unitlbahagian tuan telah mengamalkan kecemerlangan perkhidmatan?) 
I Yes I I No I 
6. Do you know/notice about the service excellence performance? (Adakah anda 
mengetahui tentang kecemerlangan perkhidmatan?) 
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Appendix C: Sample Frame 
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No. Public List of Non-academic Units/Departments at PUs 
University 
I Universiti I. Registrar's Office 
Malaya 2. Bursary 
3. Academic Administration and Services Centre 
4. International Student Services Unit 
5. Academic Administration and Services Centre 
6. Examination & Graduation Section 
7. Scholarship & Sponsorship Unit 
8. Administrative & Senate Management Section 
9. Student Affairs Division 
10. Student Development Centre 
1 1 .  Graduate Employability & Entrepreneurship Centre 
12. Psychology Management & Counseling Section 
13.  Accommodation Section 
14. Student Health Centre 
15. Department of Development & Asset Maintenance 
16. Centre for Information Technology 
17. Security Office 
18. Sport Centre 
2 Universiti 19. Registrar's Office 
Kebangsaan 20. Bursary 
Malaysia 21 .  Centre for Academic Management 
22. Graduate Centre 
23. Industry Liaison Office 
24. Integrity Unit 
25. International Relations Centre (UKM Global) 
26. Centre for Collaborative Innovation 
27. Centre for Educational Extension 
28. Centre for Corporate Communications 
29. Examination & Graduation Section 
30. Scholarship & Sponsorship Unit 
3 1 .  Administrative & Senate Management Section 
32. Student Affairs Division 
33. Student Development Centre 
34. Graduate Employability & Entrepreneurship Centre 
35. Psychology Management & Counseling Section 
36. Student Accommodation Unit 





39. Information Technology Centre 
40. Security Office 
41. University Sports Centre 
3 Universiti 42. Registrar's Office 
Teknologi 43. Bursary 
Malaysia 44. Academic Administration and Services Centre 
45. International Student Services Unit 
46. Academic Administration and Services Centre 
47. Examination & Graduation Section 
48. Scholarship & Sponsorship Unit 
49. Administrative & Senate Management Section 
50. Student Affairs Division 
51.  Student Development Centre 
52. Graduate Employability & Entrepreneurship Centre 
53. Psychology Management & Counseling Section 
54. Accommodation Section 
55. Student Health Centre 
56. Department of Development & Asset Maintenance 
57. Centre for Information Technology 
58. Security Office 
59. Sport Centre 
4 Universiti Sains 60. Registry Department 
Malaysia 61 .  Bursary Department 
62. Vice-Chancellor's Office 
63. Division of Academic & International Affairs 
64. Division of Research & Innovation 
65. Division of Students Development Affairs & Alumni 
66. Division of Industrial & Community Network 
67. Institutional Planning & Strategic Centre 
68. Internal Audit Unit 
69. Occupational Safety & Health Unit 
70. Legal Office 
71. Centre for Innovation and Productivity in Public 
Administration 
72. International Mobility & Collaboration Centre 
73. Pusat Transformasi Insan 
74. Penerbit USM 
75. Sains@USM 
76. Library 
77. Centre for Knowledge, Communication & 
Technology 
78. Islamic Centre 
79. Centre for Co-Curricular Programme 
291 
80. Security Department 
81 .  Development Department 
82. Museum and Arts Gallery 
83. Student Development Advisory Unit 
84. Counseling Unit 
85. Sejahtera Centre 
86. Sports and Recreation Centre 
87. Animal Research and Service Centre 
88. Centre for Neuroscience Services and Research 
89. Dewan Budaya USM 
90. Pejabat Zakat, Waqaf dan Infaq 
5 Universiti Putra 91.  Registrar 
Malaysia 92. Bursar 
93. Development and Asset Management Office 
94. Office of the Legal Advisor 
95. Office of the Vice Chancellor 
96. Corporate Strategy and Communications Office 
97. Internal Audit Division 
98. Occupational Safety and Health Management Office 
99. Centre for Quality Assurance 
100. Centre for Management ofWaqf, Zakat and 
Endowment 
101 .  Academic and International 
102. Research and Innovation 
103. Student Affairs and Alumni 
104. Industry and Community Relations 
105. University Islamic Centre 
106. Sultan Salahuddin Abdul Aziz Shah Arts and Cultural 
Centre 
107. Entrepreneurial Development and Graduate 
Marketability 
108. Centre for Diagnostic Nuclear Imaging 
109. Centre for the Advancement of Language 
Competence 
110. Research Management 
1 1 1 .  Academic Development 
112.  Foundation Studies for Agricultural Science 
1 1 3 .  Sports 
114.  Cancer Resource & Education Centre 
115 .  Co-Curriculum and Student Development Centre 
116.  University Health 
117.  InfoComm Development 
1 18 .  University Community Transformation Centre 
292 
1 19 .  Alumni 
120. Centre for Industry Relations & Networking 
12 l .  Putra International 
122. Centre for Quality Assurance 
123. Division of Admission & Division of Academic 
Governance 
124. Students Affairs Division 
125. Security 
126. Counselling 
6 Universiti 127. Rector's Office 
Teknologi Mara 128. Academic Affairs Department 
129. Student Affairs Department 
130. Research and Industrial Linkages Department 
13  l .  Administration Department 
132. Finance Department 
133. Library Department 
134. Facility Management & ICT Department 
135.  Auxiliary Police Office 
136. Academic Affair Department 
137. Strategic Planning Unit 
138. Corporate Communications Unit 
139. Quality Management Unit 
140. International Relation Unit 
14 1 .  Administration, Activities, and Students' Discipline 
Unit 
142. Co-curriculum Unit 
143. Cultural Unit 
144. Career & Counselling Unit 
145. College Management Unit 
146. Health Unit 
147. Sport Unit 
148. Student Development and Leadership Unit 
7 Universiti Islam 149. Residential and Services Department 
Antarabangsa 150. Academic Management and Admission Division 
Malaysia 15  l. Alumni Relations Division 
152. Centre for Arts & Cultural Sustainable Development 
153. Centre for Community Engagement and Services 
154. Centre for IT Advancement 
155. Centre for Islamic Economics 
156. Centre for Islamisation 
157. Centre for Postgraduate Studies 
158.  Centre for Professional Development 
159. Counselling and Career Services Centre 
293 
160. Credited Co-Curricular Department 
16 1 .  Development Division 
162. Disability Services Unit 
163. Entrepreneurship Unit 
164. Finance Division 
165. IIUM Endowment Fund 
166. IIUM Health and Wellness Centre 
167. HUM Medical Centre 
168. HUM Press 
169. lnfonnation Technology Division 
170. Management Service Division 
1 7 1 .  Office of Internal Audit 
172. Office of International Affairs 
173. Office of Security Management 
174. Office for Strategy and Institutional Change 
8 Universiti 175. Bursar 
Malaysia Sabah 176. Registrar's Office 
177. Chancellery Office 
178. Centre for Career and Alumni 
179. Centre for Internationalisation and Global 
Engagement 
180. UMS Centre for Accounting 
1 8 1 .  Centre for Occupational Safety & Health 
182. UMS Islamic Centre 
183.  Centre for Co-curriculum & Student Development 
184. UMS Sports Centre 
185. Centre for Teaching Excellence & Academic Quality 
186. Centre for Postgraduate Studies 
187. UMS Press 
188. Centre for Research & Innovation 
189. Student Affairs Department 
190. Centre for Strategic Management & Corporate 
Communication 
19 1 .  Security Division 
192. Department of Information Technology & 
Communication 
193. Centre for Industry and Community Network 
194. Development & Maintenance Office 
195. Internal Audit Department 
196. EcoCampus Management Centre 
197. Centre for E-Learning 
198. Centre for Investment, Endowment and Wakaf 
199. Minda Lestari Centre 
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200. Centre of Data and Information Management 
201. Centre of Instrumentation and Science Services 
202. UMS Hospital 
203. Research & Innovation Management Centre 
204. Student Residential and Hospitality Centre 
205. Pejabat Penasihat Undang-Undang 
206. Library 
9 Universiti 207. Academic Information Services (Library) 
Malaysia 208. Information Technology Development & Services 
Sarawak 209. Applied Learning & Multimedia 
210. Academic Development and Management Division 
2 1 1 .  UNIMAS Health Centre 
212. Strategic Planning, Quality and Risk Management 
213. Student Affairs and Alumni 
214. Publisher 
215 .  Bursary 
216. Registrar 
217. UNIMAS Community Sustainability Centre 
218. Development 
219. UNIMAS Holdings 
220. Islamic Centre 
221. Internal Audit 
10 Universiti Utara 222. Registrar's Office 
Malaysia 223. Bursary's Office 
224. Development and Maintenance Department 
225. Security Department 
226. UUM Information Technology 
227. UUM Press 
228. Cooperative and Entrepreneurship Development 
Institute 
229. Research and Innovation Management Centre 
230. Unifilm Studio 
231. Business Strategic and Development Department 
232. Centre of Excellence and Research Unit 
233. National Golf Academy 
234. University Sport Centre 
235. University Health Centre 
236. Student Accommodation Centre 
237. Student Welfare Department 
238. Student Affairs Office 
239. Students Development Centre 
240. Post Graduate Centre 
241. Co-Curriculum Centre 
. - 
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242. The Academic Affairs Department 
243. Centre for University-Industry Collaboration 
244. Internal Audit Office 
245 . University Counseling Centre 
1 1  Universiti Tun 246. Registrar's Office 
Hussein Orm 247. Bursary 
Malaysia 248. University Sport Centre 
249. University Health Centre 
250. Student Accommodation Centre 
251. Student Welfare Department 
252. Student Affairs Office 
253. Students Development Centre 
254. Post Graduate Centre 
255. Academic Management Office 
256. IT Centre 
257. Development Office 
258. Security Department 
259. Internal Audit Office 
260. University Counseling Centre 
12 Universiti 261. Registrar's Office 
Teknikal 262. Bursary 
Malaysia Melaka 263. Sport Center 
264. Health Center 
265. Student Accommodation Unit 
266. The Student Welfare Unit 
267. Student Affairs Department 
268. Student Development Division 
269. Post Graduate Center 
270. Academic Management Division 
271. !CT Center 
272. Development Office 
273. Security Office 
13 Universiti 274. The Library 






281 .  Health 
282. Institute of Strategic, Studies, Leadership & 
Community 
283. UniMAP Publication 
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284. Occupational Safety & Health 
285. Centre for International Affairs 
286. Sport Centre 
287. Sustainable Leadership Academic Development 
288. Entrepreneurship Commercialisation for Intellectual 
Property Management 
289. Industrial & Governmental Collaboration 
14 Universiti 290. Student's Affairs 
Malaysia 291. Academic & International 
Terengganu 292. Internal Audit 
293. Integrity Unit 
294. Islamic Centre 
295. Registrar Office 
296. Bursar Office 
297. PSNZ Library 
298. Digital Ecosystem & Knowledge Resource 
299. Development & Assets Office 
300. Centre of Holistic Development and Co-curriculum 
301. Residential College 
302. Alumni Centre 
303. Centre for Entrepreneur & Career 
304. UMT Sailing Centre 
305. Centre for Academic Management & Quality 
306. International Centre 
307. Graduate School 
308. Corporate Communication Centre 
15 Universiti 309. Research & Innovation 
Malaysia P ahang 310. Academic & International Affairs 
3 1 1 .  Student Affairs & Alumni 
312. Centre for International Relations 
313 .  Registry 
314. Bursary 
315.  Library 
316. Centre for Corporate and Quality Affairs 
317. Property Management & Development 
318 .  Occupational Safety & Health Management Office 
319. Industry & Community Network Department 
320. Centre for Academic Innovation & Competitiveness 
321. Central Lab 
322. Islamic Centre & Human Development 
323. Entrepreneur Centre 
324. Sports Centre 
325. ICT Centre 
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326. Career Placement & Development Centre 
327. Internal Audit Unit 
328. University Health Centre 
329. Centre for Technology Management and Services 
16 Universiti Sains 330. Department of Registrar 
Islam Malaysia 331. Department of Bursary 
332. Library 
333. Department of Development & Facilities Management 
334. Centre for Quality Assurance, Policy and Academic 
Excellence 
335. Strategic Communication Centre 
336. Centre for Awqaf and Zakat 
337. Internal Audit Division 
338. Legal Department 
339. Student Affairs Division 
340. Securities Division 
341 .  Klinik Pakar Kesihatan USIM 
342. Research & Innovation Management Centre 
343. Centre for Community Engagement and Industrial 
Networking 
344. USIM Publisher 
345. GENIUS Insan College 
346. University Centre for Entrepreneurship 
347. Centre of Soft Skills Development 
348. Pusat Islam 
349. Sport Centre 
350. Cultural Centre 
351 .  University Health Centre 
352. Student Housing Centre 
353. Centre of Alumni and Career 
354. Academic Support & Services Centre 
355. Division of Academic Management 
356. Centre for Graduate Studies 
357. USIM 'Alamiyyah 
358. Centre for Global Open Access Learning, Immersive 
Technology & Quality Assurance 
359. Centre for Core Studies 
360. Islamic Science Institute 
17 Universiti Sultan 361. Office of The Registrar 
Zainal Abidin 362. Bursar's Office 
363. Legal Advisor's Office 
364. Wakaf & Endowment Office 
365. Al-Wathiqu Billah Library 
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366. Department of Security, Safety & Health 
367. Residential College & Student Health 
368. Centre for Corporate Communications & Relations 
Management 
369. Centre for Strategic Planning & Quality & Risk 
System Management 
370. Centre for Income Generation, Investment & 
Industrial Linkages 
371. University Hospital Development Centre 
372. Centre for Talent & Training Management 
373. Centre for Management of Academic Excellence & 
Internationalisation 
374. Graduate School 
375. Property Management Center 
376. Infostructure & Network Management Centre 
377. Student's Development Holistic Centre 
378. Centre of Alumni, Entrepreneurship & Society 
379. Sports & Recreational Centre 
380. Arts & Heritage Centre 
381 .  UniSZA Press 
382. Internal Audit Unit 
18 Universiti 383. Legal Advisor Office 
Malaysia 384. Registrar Office 
Kelantan 385. Bursar Office 
386. Office of Library and Knowledge Management 
387. Corporate Communication Centre 
388. Computing and Informatics Centre 
389. Corporate Strategy Centre 
390. Institute for Small and Medium Enterprise 
391. Universiti Malaysia Kelantan Entrepreneurship 
Institute 
392. Global Entrepreneurship Research and Innovation 
Centre 
19 Universiti 393. Registrar's Department 
Pertahanan 394. Bursary Department 
Nasional 395. General Tun Ibrahim Library 
Malaysia 396. Leadership Chair Office 
397. Development and Maintenance Department 
398. Leadership, Corporate and International Affairs 
399. Military Training Academy 
400. Academic Management Division 
401. Internal Audit Unit 
402. Centre for Graduate Studies 
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403. Centre for Leadership and Professional Development 
404. Centre for Quality Assurance and Data Management 
405. Centre for Communication & Information Technology 
406. Academy of Defense Fitness 
407. UPNMPress 
Appendix D: Table for Determining Sample Size 
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Appendix E: Pilot Study Results 
a. Reliability Analysis for Service Excellence (Pilot Study) 
Reliability Statistics 
Cronbach's 
Alpha N of Items 
.935 10 
Item-Total Statistics 
Corrected Item- Cronbach's 
Scale Mean if Scale Variance Total Alpha if Item 
Item Deleted if Item Deleted Correlation Deleted 
I 
SE1 44.10 72.516 .810 .925 
SE2 43.85 71.082 I .880 .921 
� 
SE3 44.10 71.674 .908 .921 
SE4 44.35 71.924 .723 .929 
SE5 44.15 72.976 .646 .933 
SE6 44.00 70.211 .811 .924 
SE7 43.95 74.787 .534 .939 
- 
SE8 43.55 72.892' .842 .924 
SE9 43.60 73.832 .679 .931 
SE10 43.55 70.892 .685 .932 
b. Reliability Analysis for Managerial Competency (Pilot Study) 
Reliability Statistics 
Cronbach's 
Alpha N of Items 
.862 11  
c. Reliability Analysis for Productive Service Employee (Pilot Study) 
Reliability Statistics 
Cronbach's 
Alpha N of Items 
.896 6 
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d. Reliability Analysis for Technology Innovation (Pilot Study) 
Reliability Statistics 
Cronbach's 
Alpha N of Items 
.885 5 
e. Reliability Analysis for Internal Marketing (Pilot Study) 
Reliability Statistics 
Cronbach's 
Alpha N of Items 
.938 1 1  
e. Descriptive Analysis (Pilot Study). 
Descriptive Statistics 
N Minimum Maximum Mean Std. Deviation 
� ._SE1 20 3 !  7  4.70 1.081 
SE2 20 3 ,  6  4.951 1.099 
0
SE3 20 3 7 4.70 I 1.031 
SE4 20 6 4.45 1.234 
_SE5 20.  2 .  6  4.65. 1.268 
SE6 20 2 7 4.80. 1.240 
SE7 20 2 7 4.85. 1.309 
SE8 20 4 1  7  5.25 1.020 
� 
SE9 20 3 7 5.20 1.152 
SE10 20 3 7 5.25 1.372 
MC1 20 4 7 5.85 .671 
MC2 20 5 7 6.05 .510 
�MC3 20. 4 1  7  6.00 .725 
MC4 20 4 7 6.35 .813 
MC5 20 4 7 6.30 .733 
·MC6 20 4 7 5.80. .894 
MC7 20 5 6 5.75 .444 
MC8 20 4 7 5.90 .788 
" 
MC9 20 5 7 5.65 .745 
MC10 20 5 7 6.05 ! .759 
MC11 20 5 7 6.05 .510 
--- 
PSE1 20 4 7 5.75 .786 
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PSE2 20 4 1  7  5.65 .745 
PSE3 20 5 7 5.70 .571 
PSE4 20 4 .  7  5.90 I .718 
PSE5 20 4 7 5.85 .933 
PSE6 20 4 7 6.10 .852 
Tl1 20 4 7 5.70 .733 
Tl2 20 4 7 5.90 .718 
Tl3 20 4 .  6  5.65 .587 
� Tl4 20 4 !  7  6.00 .649 
Tl5 20. 3 7 5.90 .912 
,IM1 20 4 7 6.10 .912 
IM2 20 7 5.65 1.226 
IM3 20. 4 7 5.85 .745 
IM4 20 4 7 5.95 .686 
IMS 20 4 7 5.85 .587 
IM6 20 4 .  7  6.00 .562 
IM7 20 4 .  7  6.05 .686 
IMS 20 3 7 6.10 1.021 
IM9 20.  3 7 6.05 .999 
IM10 20 3 .  7  5.70 .923 
IM11 20 3 7 5.95 .945 
